
Communication need:

•	�You need us to communicate with you in a 
specific way.  

•	�This could be because you speak a different 
language or have a disability.

•	�If we don’t communicate in the right way, we 
may unintentionally treat you unfairly or you 
may struggle to access our services.

•	�We will always try to meet your 
communication needs where possible.

Communication preference:

•	�You may ask us to change how we 
communicate with you based on your 
personal preference.  

•	�This could be how often we contact you, the 
way we communicate, or your preferred 
method.  

•	�If we don’t follow your request, it won’t 
stop you using our services or put you at a 
disadvantage.

•	�We will always try to meet your 
communication needs where possible.

•	�We may not always be able to meet your 
communication preferences, but we will do 
our best to support them.  

Examples of how we can  
tailor communication:

Everyday communication: 

•	Send letters in large print, braille or audio.

•	Translate information into other languages. 

•	�Use written methods like email, letter or text 
for people who are deaf or hard of hearing.

When we meet you in person:

•	�Make sure meeting rooms are easy to get to 
and accessible for wheelchairs. 

•	�Use hearing loops where possible. 

•	�Make sure the room has good lighting for 
people with sight problems. 

•	�Provide an interpreter if you need one. 

•	�Let you bring someone with you (a friend, 
family member or advocate) for support.

•	�Offer longer or more flexible appointment 
times if needed.

Communication needs  
and preferences
The standard you can expect from us.
We believe all customers should have fair access to information, services and opportunities 
to engage with us. We are committed to understanding and meeting your communication 
needs, wherever possible. 
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To make sure you can access information and services, we offer a range of communication options. 
Whilst some customers need communication in a particular way, for others it’s a preference.



The Service you can expect from us:
•	�Our Customer Service team is often your first 
point of contact, but we will speak with you in 
many other ways too.  

•	�Each time we communicate, we will check  
and confirm your communication needs  
and preferences.

•	�When speaking with other teams (like Lettings, 
Housing and Neighbourhoods, Assets or 
Maintenance), we will always ask if you have any 
other communication needs or preferences we 
should record and follow.

•	�We can’t always meet every communication 
preference. For example, if you ask not to receive 
letters, we can do this for general updates. But, 
some important matters must be sent in writing, 
in line with our policies.

•	�Some types of communication, like ‘bulk 
mailings’, will be sent in a standard format.  
But if you need an alternative format, please 
contact us and we will provide a suitable 
alternative, where possible. 

How is our service organised?:

We will:

•	�Ask you about your communication needs 
and preferences. We record and respect your 
preferred way of communicating, whether it’s by 
phone, email, letter, or another method.

•	�Provide information in accessible formats. 
On request, we offer documents in large print, 
braille, audio, or other formats.

•	�Use interpreters and translation services. If 
English isn’t your first language or you use sign 
language, we can arrange for interpreters or 
translated materials.

•	�Offer additional support. If you need extra help, 
due to an additional need or other reason,  
we work with you to find the best way  
to communicate.

How we will make sure we are doing what 
we say:

• �We have clear guidelines to help staff to 
communicate in a way that suits each 
customer’s needs and preferences.  

•	�We make sure staff know how to adapt their 
approach, so every customer gets information  
in a way they can understand and use.

How you can help us?

• �Let us know if your communication needs or 
preferences change; this will help us provide a 
better service for you.

•	�As we learn more about you and your 
communication needs and preferences, we may 
not always get it right.  

•	�If we make a mistake, please let us know, and we 
will be happy to provide a suitable alternative 
where possible.  
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